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What is accessibility? 


Giving people of all abilities opportunities 
to participate fully in everyday life. 








It's about... 


e Attitude 
e Inclusion 


e Understanding that 
people with 
disabilities may have 
different needs 












A Province of Firsts 





e Accessibility reporting 
e Staff training on accessibility 


e Clear goal and time frame 
Goal: An accessible Ontario 
by 2025 























Accessibility Standard 
for Customer Service 


getting started guide 
for employers 





employees 
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Harold Jeepers 
Video Series by HRPA 
Follow the adventures 
of manager, Harold, 

and HR professional, 
Sonja, as they make Jiffy 
Brothers Industuries an 
accessible workplace. 
youtube.com/HRPAty 
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Employers’ Toolkit 
Guide by Conference 
Board of Canada 
Comprehensive 
resource designed 

to help implement the 
Employment Standard 
under the AODA, 
conferenceboard.ca 


Accessibility Standard 


for Customer Service: 


training resource 


AccessForward 
Training by Curriculum 
Services Canada 
Accessible user-friendly 
modules to help your 
organization meet the 
training requirements of 
the Integrated Accessibility 
Standards Regulation. 
accessforward.ca 





More Resources to Help You 
Free and online 








Working Together 
Video by Ontario Human 
Rights Commission 
Concise video explaining 
how the Human Rights 
Code applies to people 
with disabilities and 

your organization's duty 
to accomodate. 
ohre.on.ca 





Why Accessible Customer 
Service? 


Everyone is a customer of: 


e Business (stores, restaurants, hotels, 
realtors, accountants, etc.) 


e Government services (municipal and 
provincial) 


e Schools, colleges and universities 
e Hospitals and health care facilities 
e Buses and taxis 


e Community services 





Businesses are customers of other businesses! 








Why an Accessibility Standard 
for Customer Service? 











How can | 
help you? 


It’s about: 


e Changing attitudes 
Everyone's 


e Influencing behaviours included! 


e Fostering inclusion 











Complying with the Standard 
Four main steps 


For organizations with 20+ employees 


1. Create and put a plan in place 
2. Train your staff 
3. Put your plan in writing 


4. Report your progress online 











Creating Your Plan 
What's in the plan? 


Welcoming 


e Allows assistive devices 
e Allows service animals 


e Welcomes support persons 


Communicating 


e Considers a person's disability when 
communicating with them 


e Lets customers know when accessible 
services aren't available 





e Invites customers to provide feedback 








Training Your Staff 
Who do you train? 


“Staff” includes: 


volunteers 
contractors 
anyone who deals with the public on your behalf 


anyone involved in developing your customer service policies, 
practices and procedures 


When counting your staff make sure to include volunteers, 
contractors, seasonal workers; anyone who deals with the public on 
your behalf and anyone involved in developing your customer 
service policies, practices and procedures 
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Training Your Staff 
What do you train them on? 


e AODA and the requirements of the customer 
service standard 


e Your plans to provide accessible customer service 
e Interacting and communicating with: 
—a person with a disability 


—someone who uses an assistive device, or who 
has a service animal or support person 


e Using assistive devices in your workplace 


e What to do if someone with a disability is having 
difficulty accessing your goods or services 
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Keep a written copy of the plan 


Keep a training log of the training you 
provided 


Keep track of who you trained, on 
what and when 


Let customers know how to find your 
plan 


Offer your plan in accessible formats, 
if requested 








Putting Your Plan in Writing 
If you have 20+ employees 


Accessible 
Customer Service 


v Policies 


v Practices , 











V Procedures 


12 





Reporting Your Progress 
If you have 20+ employees 


Submit your accessibility report online 
using the government's One-Source 
secure online account 





The business number (BN9) is used to 
file the report 


Checklist format 
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What is the Integrated Accessibility 
Standards Regulation (IASR) 


Four standards in one regulation: 


Employment is about making accessibility a regular part of 
finding, hiring and supporting employees with disabilities. 


Information and communications is about helping people 
with disabilities access information and communications that 
many of us rely on every day. 


Design of Public Spaces is about making public soaces more 
accessible. 


Transportation is about making it easier for everyone to 
travel in Ontario. 
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One or more employees 


Provide goods, services or 
facilities: 
— directly to the public, or 


— to other businesses or 
organizations 





Who Is covered by the IASR? 
Organizations in Ontario 










Government 
Broader Public Sector 


Business 





Non-profit 
organizations 
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What are the timelines? 
The AODA Wizard 


Timelines vary, depending on: 
— Sector 

— Size 

— Standard 

Answer a few questions 


Get a personalized summary of what 
you have to do, by when 


Free and user-friendly 


ontario.ca/AccessON 
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Accessible Employment 
What are the benefits? 


e Employees with disabilities: 





— stay on the job longer (2) 


— perform the same as other employee A W 
groups aN 


pee | 

e Inclusive workplaces: x eae -_— | 

— enhance corporate image T A 
— strengthen competitive capability | i o 


— are better, more energizing placesto ~- ; 
work 3 


— are more profitable over the long-run 
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Accessibility Standard for 


Employment 
Areas covered 


e Human resources processes: 


recruitment and hiring 

— return to work 

— performance management 
— career development 

— job changes 


Accessible formats and communication 
supports 


e Workplace emergency response information 





e Individual accommodation plans 
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Accessibility Standard for 


Employment 
Recruitment and hiring 





e Accommodate disabilities during the 
selection process and let applicants 
know you will 






Help Wan, 
excellent SE pay 

Viduale nae for quent 

rence ae 

uireg, 


e Consult with job applicants and 
make adjustments that best suit 
their needs 









e Notify successful applicants of your 
accommodation policies 
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Accessibility Standard for 


Employment 
Return to work 





e Outline the steps you will take to 
help your employees return to 
work when they: 


— have been absent because of a 
disability 


— need some form of disability- 
related accommodation 
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Accessibility Standard for 


Employment 
Accessible formats and supports 





Make workplace information accessible: 


— when an employee with a disability 
asks for it 


— in an appropriate format or with 
communication supports 


Workplace information means: 
— information needed to perform a job 


— general information available to all 
employees 
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Accessibility Standard for 


Employment 
Workplace emergency response information 


e Provide individualized emergency response 
information 


e Share information, with consent 
e Review when: 
e employee changes work locations 


e you review the employee’ s overall 
accommodation needs 


e you review your organization s emergency 
response policies ‘ 
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Integrated Accessibility 
Standards Regulation 





Information and Communications 
Helping people with disabilities access information and 
communications that many of us rely on every day. 


e Emergency & public safety information 

e Accessible formats or communications supports 
e Feedback 

e Website accessibility 


e Educational and training institutions requirements 
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Integrated Accessibility 


Standards Regulation 
Highlights 


Design of Public Spaces 


Making public spaces more accessible. 


e Recreational trails and beach access routes 
e Outdoor public-use eating areas 

e Outdoor play spaces 

e Exterior paths of travel 

e Accessible parking 

e Service-related elements 


e Maintenance 











Resources to Help You 


Free and online 
b> Ontario 


Resources for the 
Design of Public Spaces 


The standard for the design of public spaces is about making public 
spaces more accessible. The standard only applies to new construction 
and major changes to existing features. These free resources can help you 


make your public spaces more accessible for everyone. 


Pathways to 
Recreation 
Developed by Parks 


Illustrated Technical 
Guide for the Design 
of Public Spaces 
Developed by GAATES 
This guide will assist, 


and Recreation Ontario 
This quidebook 
covers accessibility 





architects, landscape 


architects, interior of recreational facilities, 
designers, engineers playgrounds, parks 

and planners. and trails. 

gaates.org prontario.org 


For more information visit ontario.ca/AccessOWN. 
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ServiceOntario 








For more information... 


ontario.ca/AccessON 


AODA Contact Centre (ServiceOntario) 
Toll-Free: 1-866-515-2025 

TTY: 416-325-3408 / 1-800-268-7095 
Fax: 416-325-3407 


ServiceOntario Publications 


(to order resources online): 
www.publications.serviceontario.ca 





Facebook.com/AccessON |) @ONAccessibility AccessOntario 
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